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Line 100- Service Quality Improvement Reporting 
{47 CFR 54.313(a)(1)} 
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In the FCC's Public Notice DA 14-951, released May 1, 2014, the FCC waived the requirement 
for price cap ETCs to file a five-year plan. 1 

1 The Public Notice stated, In relevant part: 

We now grant a waiver of this requirement for price cap ETCs for an addltlonal year. 
Because the Bureau just finalized the Connect America Cost Model, and price cap 
carriers have not yet had the opportunity to make a state-level commitment for Connect 
America Phase II, we find that It Is not In the public Interest to require price cap ETCs to 
flle new five-year plans In 2014 for lhe same reason as last year: they do not yet know 
which areas thev wlll be servlnri In the future. 
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Standish Telephone Company/Maine Telephone Company 
Maine 
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Line 510: Service Quality Reporting/Consumer Protection Rules Compliance 

Standish Telephone Company/Maine Telephone Company, hereby certifies that it Is complylng with 
appllcable service quallty standards and consumer protection rules. The Company complles with service 
quality and consumer prote<:tlon provlslon.s under state law. These provisions include, but are not 
limited to, the following: (1) fifing a local Exchange Tariff pursuant to the requirements of The Maine 
Publlc Service Commission which discloses rates, terms and conditions of service to customers; (2) 
compliance with state consumer protection provisions relating to Customer Services as Identified In the 
Code of State Regulations, compliance with provisions for Quality of Service as identified In the Code of 
State Regulations, compliance with Service Objectives as identified In the Code of State Regulations, 
compliance with customer Inquiry procedure as identified In the Code of State Regulations, compllance 
with Dispute standards as Identified In the Code of State Regulations; (3) compllance with truth-in· 
billing requirements; and (4) compliance with Federal CPNI rules, Red Flag Rules and other applicable 
federal and state requirements governing the protection of customers' privacy. · 

In establishing this certification in Its 2005 ETC Order, 1 the FCC found that an ETC must make "a specific 
commitment to objective measures to protect consumers." 2 The Commission found that for wireless 
ETCs, compllance with CTIA's Consumer Code for Wireless Service would satisfy this requirement and 
that the sufficiency of other commitments would be considered on a case-by-case basis. In this context, 
the FCC stated, "to the extent a wire line or wireless ETC applicant Is subject to consumer protection 
obligations under state law, compliance with such laws may meet our requirement.", 

Maine Telephone Company, Standish Telephone Company, China Telephone Company, Northland 
Telephone Company and Sidney Telephone company (collectively the TG companies) are not currently 
under any "formal" Service Quality Reporting. The companies do report Service quality metrics on a 
quarterly basis. This Is based on a verba I agreement with the Maine Public Utllltles commission (the 
PUC). The TG companies report quarterly on S metrics: The five metrics are - Network Trouble report 
rate,% troubles not cleared in 24 hours,% install appointments not met, Average delay days for missed 
appointments, and outages. There are no benchmarks and no consequences for not reaching certain 
numbers. 

If a customer has a concern about their FalrPolnt Communications' service or billing, he/she can contact 
repair service, technical support or customer service with information found on their statement. 
Customers may also contact agencies, through information posted In the phone directory, website, and 
tariff pages. All consumer complaints whether from Attorney Generals' offices, Public Utility 
Commissions, Better Business Bureaus, Federal Communications Commission and all other agencies are 
sent to the FalrPolnt Communications' Maine office via U.S. Mall or by electronic mail at 
consumer@fairoolnt.com. The complaints are directed to the appropriate responsible Company Team 
member within FairPolnt Communications for resolution and response to the customer. 

1 Fedeml-Slate Joint Board 011 U11iversa/ Service, CC Docket No. 96-45, Report and Order, FCC OS-46 (rel. Mar. 
17, 2005) ("2005 ETC Ordei''). 
1 Id. at para. 28. 

10002Sme510.pdf 
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Form 481 line 610: Functionality In Emergency Situations 
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Barney Boynlon 
Director, Operational Risk 

Business Continuity Plan Overview 

lntroductjon 
FalrPolnt Communications, Inc. ("FairPointj Is committed to maintaining a vlgllant state of disaster 
preparedness for the Interests of our customers, stockholders, employees and other critlcal stakeholders. 

The purpose of our Business Continuity Plan (BCP) Is to deflne the disaster preparedness and recovery 
protocols and procedUl'es required to restore FairPoinfs critical business support functions, Inside and outside 
plant systems and operations within FalrPoinrs operatlng footprint. 

BCP components detaB FairPoinfs procedures for preparing for and responding to an emergency situation 
affecting our abllty to deliver core services to our customers and our ability to meet legal dictates, and regulatory 
requirements. 

This document cRscusses the following: 
• BCP Scope & Slructure 
• Recovery Strategies and Logistics 
• Plan Maintenance and Exercising 

acpscooe 
FalrPolnt's business continuity response plannlng Is roncentrated on two critical operational areas: 

• customer Interfacing - It Is recognized that a "business Impact• only occurs when an external-lnlerfacim 
element ls disrupted. In essence, this means that If FalrPolnt experiences a disruptive event, but one that 
does not breach the outer-shell of the FalrPolnt operation end Interrupt critical customer services, customer 
product or other external end-user, then It does not have a business Impact, as defined by the BCP 

• Infrastructure lnteorltv - Without critical Infrastructure systems, the ability for all other FalrPoint business 
operations (back/front office) can come to a halt. rt Is these infrastructure systems that provide the criUcaf 
human-factor of our customer-Interfacing services. Cr!lfcal Infrastructure would address such services I 
systems as, buldlng space for staff, service utilities, telecom network, IT notwork, etc. 

The BCP has been developed to assure the continuity of critical customer Interfacing services and systems 
should a physical Incident or workforce disrupUon event occur, which affects: 

• IT/IS 
• . Administrative and Support Operations 
• Inside and Outside Plant Operations 
• NOC (Network Operations Center) 
• E-9-1-1 
• Dispatch 
• Repair Center 

FalrPolnt has developed response I recovery strategies addressing physically disruptive Incidents and 
workforce related disruptive Incidents (I.e., work-stoppage and pandemic). All response strategies are based on 
recovery time objectives of those department functions and critical Infrastructure systems essential to sustain 
customer Interfacing services. 
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ace $fryctyre 
The BCP consists of several components: 

• The BCP Manual (an overview of al BCP documents) 
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Barney Boynton 
Dlredor, Operalional Risk 

• IR Playbooks (addresses the response procedures for Physical and Workforce related events). 
• Appendices (the IR Playbook procedures links to these Resources Flies) 
• Department Recovery Plans (Business and Plant Operations) 
• Business Impact Assessments (Busllless and Plant Operations) 

The Event Response diagram below klentiftes the overall BCP documentation and how a disrupUon or Incident 
wMI dictate which palh of the BCP wil be followed to restore business operations. 

Once the Incident or disruption occurs, the Impact first needs to be quickly assessed to determine whether It is a 
pflysleally disruptive event (local or regional) ("Physically Disruptive Event; °'a workforce disruptive event 
(work-stoppage or pandemic) ('Wortt-Force Related Disruptive Event"). The disruption is atways focused on 
crlUcal business operations and services that can impact customer Interfacing I deliverables. 
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Our BCP Is based on the premise that FalrPolnt cannot stop disasters from occurring, but we can address the 
IMPACT or Incidents should they occur. Where possible we wlll provide risk mitigation measures that wlll 
minimize the likelihood of having a serious disruptive Incident but In no case can we eliminate all dlsrupUve 
posslbllUes. The BCP Is triggered by a Disruption Scenario, not a Threat Scenario. FalrPolnt pre-plans for 
potential break-points that can res~ In a customer interfacing dlsruptlon and Incorporates recovery strategies 
that wilt Inherently address any potential threat and any resulting business disrupUon Impact. The actual threat 
(I.e. fire, flood, etc.) Is pertinent only with respect to Immediate response activities. All subsequent response 
efforts are focused on the assessment of damages (physical losses and recovery duration) and the 
Jmplementatlon of restoration and recovery strategies. The restoration of the business servicing operations and 
Infrastructure systems Is based on salvage, replaoement of systems and alternate functionality measures, which 
are pre-defined In the BCP. 

Each department has developed a recavery plan based on Its critical operations as they pertain to the 
deliverables they contribute to our customers. FairPolnt has triaged the recovery efforts based on the concept 
of customer servicing Impact. Federal and State regulatory requirements have a high level or conslderalion In 
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addiUon to the business Impact concerns. The BCP goal is to minimize the disruption duration as much as is 
practical and provide a level of risk mitigation that wlll maintain critical operations. 

The Ten Response Phases of Physical Event are: 
• Incident Notlflcatlon 
• Visual Damage Assessment 
• Incident Stabilization 
• Command Center lnlUaUon 
• lnMlal Notifications to Business Deparlments- to activate plans 
• Primaiy Site Damage Assessments 
• Ready Alternate RestOl'atlon Sites 
• Prlmaiy Siie Salvage & Recovery 
• Business Restoration Process 
• PrimerySite Re-established 

Plan Majntenance and Exerc!sjng 
The BCP Is a living document Updates to the plan are ongoing with changes Incorporated annually at a 
minimum. Individual plan components are scenario tested with oversight from FairPolnt's Corporate Risk 
Management Team. 
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FCCFORM481 

line 1010 - Voice Service Rate Comparability 

The pricing of the company's voice services Is no more than two standard deviations above 

the applicable national average urban rate for voice service, as specified in the most recent 

public notice, FCC DA I 4-384 released on March 20, 2014. 

For Rates See Attachment: (700) Company Price Offerings (voice) 
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Form 481 Line 1210- Terms & Conditions for lifeline Customers 

Standish Telephone Company provides a Lifeline Program discount for residence service for ellglble low 
Income cuslomers. The lifeline Program discount Is applied to any monlh to month residence local 
service, package or bundle offering. The discount Is Intended to offset the Subscriber line Charge and 
local Une charge, although ellglble packages and bundles may have toll calllng Included In the pricing for 
the offering. 

The Catalog pages oulllnlng the terms of the Llfellne Program In Standish Telephone Company are 
attached. The terms and conditions of resldenllal basic local exchange service, package and bundle 
offerings can be round at http://www.tarlfrs.net/falrpolnt/Uer.asp?cld=1644. 
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CHINA 'fBLBPHONB COMPANY 
MAINBTBLRPHONB COMPANY 
NORTHLAND TBLBPHONil COMPANY OF MAINB INC. 
SIDNBY TBLilPHONB COMPANY 
STANDISH TBLBPHONB COMPANY 
D/B/AFAIRPOINT COMMUNICATIONS 

LOCAL BXCHANOB SBRVICB 

Maine Catalog 
Seollon5A 

Original Page 29 

CHINA TELEl'BONE COMPANY, MAINE TELEPHONE COMPANY, NOil'.l'HLi\ND 
TELEPHONE COMPANY OF MAINE, SIDNEY TELEPHONE COMPANY, STANDISH 

TELEPHONE COMPANY 

OBNBRAL SYSTBMS AND SBRVICBS (Cont'd) 

LIFBLJNB rROORAM 

(N) 

(1) 'Tho Company shall provldo Llfellno seivlco as dofined In 47 C.F.R § 54.401 (a) on 1111on
dlscrimlnato1y basis to all quaUIYlng low·l.ncomecustomcra. The Company's Lifeline service 
offering shall comply with all 11pplkablo federal and stato lnwe, lucl11dlug, but not limited lo 47 
C..l'.R. Part 54, Subpart B; the FCC' a Lifeline re!Onn ordot (Report and Ordmoleascd 
Fcbruruy 6, 2012, we Docket No. 11-42, ot.el) and an,y subsequont clarlfyhig ordel'S. ) 

Blfeclivo Dalo: August 30, 2012 MJcbaot T. Skrlvan 
Vite President- Rogul11tory 
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MArNB TBLDPHONB COMPANY 
NORTHLAND TELEPHONE COMPANY OF MAINB, INC. 
SWNBY TELEPHONE COMPANY 
STANDJSH'fBLBPHONB COMPANY 
DID/A FAIRPOINT COMMUNICATIONS 

OBNBRAL SBR.VICES 

J>. SCRBBNllD ONB PARTY SERVICR {Cont'd) 

4. TOLL RESTRICTION SERVICB {Cont'd) 

b, Rates and Charges 
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Maine Catalog 
Seolion7 

Oi·Jginal Page 62 

1. The following rates and charges a1'0 in addition to ell other 
appJlcablo rates and charges. 

Non &currlne Char~ Monthly Cha.mo 
Per cenlral office 
line equipped • $5.00 

• Approprlalo Section Servi co Charges apply. 

2. Rcgulelions 1-eg11rdl11g connccllon of lcrmlnal equipment as shown In 
Section 7 apply. 

3. If a Customer J111s a scheduled payment arrangement wh.lch is 
agreed to by both Ibo Company and llto Customer to collect a past 
due balance, the Comp1my may at lls dlscl'ctlon waive the service 
charges and monthly r11les when tho service ls added as a means 
of controlling tho Customers blll. 

4. For any Customer that qunllfles under the Lifeline Assistance 
Program tho Compm1y will waivo tho sc1vlce charge and monthly 
rates for Toll Restriction Scrvlco. 

c. Payment Ammgement PrQvislons 

I, When a Customer's local se1vlug offico Is suitably equipped to 
provide screened bllllng the comp1111y may wnlvo a Customer's 
payment of tho service chllrges and monthly rates when the 
feature is added 11s a means of controlling a C.'ustorner's bill If a 
Customer falls to complete a payment arrangement lhal has been 
ro11ogotlated at least once the co111p1my 'may require screened 
billing os a condillon to 11egoti11tlons fol' tho third or sum~uent 
arrangement. TI10 ~reened bllllng will remain on the line tmtil the 
arrangement Is completed 

Effective Dnlo: Augusl 30, 2012 
Michael T. Skrlvan 

V!co Proaldent • Reoutatoiy 
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In the FCC's Public Notice DA 14-951, released May 1, 2014, the FCC waived the 
requirement for price cap ETCs to file a five-year plan.1 

1 The Public Notice stated, In relevant part: 

We now grant a waiver of this requirement for price cap ETCs for an addillonal year. 
Because the Bureau just flnallzed the Connect America Cost Model, and price cap 
carriers have not yet had the opportunity to make a slate-level commitment for Connect 
America Phase II, we find that rt Is not In the public Interest to require price cap ETCs to 
flle new five-year plans In 2014 for the same reason as last year: they do not yet know 
which areas they wlll be serving In the future. 
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Line 510: Service Quality Reporting/Consumer Protection Rules Compllance 

Sunflower/Bluestem Telephone Co. hereby certifies that it is complying with applicable service quality 
standards and consumer protection rules. The Company complies with service quality and consumer 
protection provisions under state law. These provisions Include, but are not limited to, the following: (1) 
filing a Local Exchange Tariff pursuant to the requirements of The Kansas Public Service Commission 
which discloses rates, terms and conditions of service to customers; (2) compllance with state consumer 
protection provisions relating to Customer Services as ldentllled in the Code of State Regulations, 
compliance with provisions for Quality of Service as ldentlfled in the Code of State Regulations, 
compliance with Service Objectives as identified In the Code of State Regulations, compliance with 
customer Inquiry procedure as identified in the Code of State Regulations, compllance with Dispute 
standards as Identified In the Code of State Regulations; (3) compliance with truth-in-billing 
requirements; and (4) compliance with Federal CPNI rules, Red Flag Rules and other applicable federal 
and state requirements governing the protection of customers' privacy. 

In establishing this certification in its 2005 ETC Order,1 the FCC found that an ETC must make "a specific 
commitment to objective measures to protect consumers." 2 The Commission found that for wireless 
ETCs, compliance with CTIA's Consumer Code for Wire less Service would satisfy this requirement and 
that the sufficiency of other commitments would be considered on a case-by-case basis. In this context, 
the FCC stated, "to the extent a wlrellne or wireless ETC applicant Is subject to consumer protection 
obligations under state law, compliance with such laws may meet our requirement."3 

Sunflower Bluestem Telephone Company Is not subject to any Service Quality Reporting requirements 
with the Kansas Publlc Service Commission. 

If a customer has a concern about their FalrPolnt Communications' service or billing, he/she can contact 
repair service, technical support or customer service with Information found on their statement. 
Customers may also contact agencies, thru information posted in the phone directory, website, and 
tariff pages. All consumer complaints whether from Attorney Generals' offices, Public Utility 
Commissions, Better Business Burea~s, Federal Communications Commission and all other agencies are 
sent to the FalrPolnt Communications' Maine office via U.S. Mall or by electronic mall at 
consumer@fairpoint.com. The complaints are directed to the appropriate responsible Company Team 
member within FalrPolnt Communications for resolution and response to the customer. 

1 Federal-State Joint Board on Universal Service, CC Docket No. 96-45, Report and Order, FCC 05-46 (rel. Mar. 
17, 200.5) ("2005 ETC Ordei"). 
2 ltl. 111 para .. 28. 

411835ks510.pdf 
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Business Continuity Plan Overview 

lntrodyctlon 
FalrPolnt Communications, Inc. ("FalrPolnt") is committed to maintaining a vigilant state of disaster 
preparedness for the Interests of our customers, stockholders, employees and other critical stakeholders. 

The purpose of our Business Continuity Plan (SCP) Is to define the disaster preparedness and recovery 
prolocols and procedures required to restore Fail-Point's criUcal business support functions, inside and outside 
plant systems and operations within FalrPo!nt's operating footprint. 

BCP componenls detail FafrPoint's procedures for preparing for and responding lo an emergency situation 
affecting our abHity to deliver core services to our customers and our ability to meet legal dictates, and regulatocy 
requirements. 

This document discusses the following: 
• BCP Scope & S!ruclure 
• Recoveiy Strategies and Logistics 
• Plan Maintenance and Exercising 

BCP Scone 
FalrPoint's business continuity response planning is concentrated on two crillcal operational areas: 

• Cystomer lnterfaclna - It Is recognized that a "business lmpacr only occors when an extemal-/nterlaclna 
element Is disrupted. In essence, this means that If FalrPolnt experiences a disruptive event, but one that 
does not breach the outer-shell of the FalrPolnt operallon and interrupt crltlcal customer services, customer 
product or other external end-user, then It does not have a business Impact, as deflned by the BCP 

• Infrastructure lntoorltv - Without critical lnfrastrucrure systems, the ability for al o!her FalrPolnt business 
operations (backlfronl office) can come to a halt. It Is these infrastruchxe systems that provide the critical 
human-factor of our customer-interlacing services. Critical infrastructure would address such services I 
systems as, building space for staff, service utllilles, telecom netwOl1<, IT network, etc. 

The SCP has been developed to assure the continuity of crillcal customer Interfacing services and systems 
should a physlcal incident or workforce disruption event occur, which affects: 

• IT/IS 
• Administrative and Support Operations 
• Inside and Outside Plant Operations 
• NOC (NetwOl1< Operations Center) 
• E-9-1-1 
• Dispatch 
• Repail' Cenler 

FatrPolnt has developed response I rea111ery strategies addressing physlcally disruptive Incidents and 
workforce related disruptive lncidenls (i.e., work-stoppage and pandemic). All response strategies are based on 
recovery time otjeclives of those department functions and critical inf restructure systems essential to sustain 
customer Interfacing selVices. 
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BCP Structure 
The BCP consists of several components: 

• The BCP Manual (an overview of all BCP documents) 
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• IR Playbooks (addresses the response procedures for Physical and Workforce related events), 
• .Appendices (the IR Playbook prooedures Jinks to these Resources Fies) 
• Department Recovery Plans (Business and Plant Operations) 
• Business Impact Assessments (Business and Plant ()peiatlons) 

The Event Response diagram below Identifies the overall BCP documentation and how a dlsruptkm or Incident 
will dictate which path of the BCP will be followed to restOl'e business operations. 

Once the incident or disr~lion occurs, the fmpac.t first needs to be quickly assessed to determine v.flelher it is a 
physically disruptive event (local or regional) ("Physically Disruptive Evenr) or a workforce disruptive event 
(work-stoppage or pandemic) ('Work-FOl'ce Related Disruptive Evenr). The disruption Is always focused on 
critical business operations and services that can impact customer interfacing I defiverables. 

I 
I 
I 
I 
I 
I 
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EVENT RESPONSE 

DRPlan 
Documentation 
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, .......................................... , 
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ltlllOll I OUT8IOE PLANT 
OEPNl'IMEllT PlNl9 

(lndtw!dull f11t0vtry ri•••) 

Worlda<ce 

VIORK·ITOPPAOE PAllOEl.!IC 
(Ruponu Plan) (Rooponu Pion) 

Recoyerv Strategies and Logistics 
our SCP Is based on the premise that FatrPolnt cannot stop disasters from QC()Urring, but we can address the 
IMPACT of Incidents should they occur. Where possible we will provide risk mitigation measures that will 
minimize the likeHhood of having a serious disruptive Incident but Jn no case can we ellm!nate all disruptive 
possibilities. The BCP is triggered by a Disruption Scenario, not a Threat Scenario. FatrPolnt pre-plans for 
polential break-points that can resuft Jn a customer Interfacing disruption and incorporates reawery strategies 
that wil lnherenlly address any potential threat and any resulting business disruption Impact. The actual threat 
(I.e. fire, flood, etc.) Is pertinent only wilh respect to immediate response activities. All subsequent response 
efforts are focused on the assessment of damages (physical losses and recovery duration) and the 
implementation of restoration and recovery strategies. The restoration of the business servicing operations and 
lnfrastruclure systems Is based on salvage, replacement of systems and alternate functionality measures, which 
are pre-Oeflned In the BCP. 

Each department has developed a reoovery plan based on Its critical operations as they pertain to the 
deliverables they contribute to our customers. FalrPolnt has triaged the recovery efforts based on the concept 
of customer serJlcing Impact. Federal and Stale regulatocy requirements have a high level of consideration In 
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addition to the business Impact concerns. The BCP goal Is to minimize the disruption duration as much as Is 
pracllcal and provide a level of risk mitigation that will maintain crlllcal operations. 

The Ten Response Phases of Physical Event are: 
• Incident Notification 
• Visual Damage Assessment 
• Incident Stabtllzation 
• Command Center Initiation 
• Initial Notifu:atlons to Business Departments - to activate plans 
• Primary Site Damage Assessments 
• Ready Alternate Restoration Sites 
• Primary Site Salvage & Recovery 
• Business Restoration Process 
• Primary Site Re-established 

Plan Maintenance and Exercising 
The BCP ls a llvlng document. Updates to the plan are ongoing with changes Incorporated annualyat a 
minimum. lndlvldual plan components are scenario tested with oversight from FuPolnrs Corporate Risk 
Management Team. 
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